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DETAILED ACTION 
Continued Examination Under 37 CFR 1.114 

1 . A request for continued examination under 37 CFR 1.114, including the fee set 
forth in 37 CFR 1 .17(e), was filed in this application after final rejection. Since this 
application is eligible for continued examination under 37 CFR 1.114, and the fee set 
forth in 37 CFR 1 .17(e) has been timely paid, the finality of the previous Office action 
has been withdrawn pursuant to 37 CFR 1 .1 14. Applicant's submission filed on July 19, 
2004 has been entered. 

Response to Amendment 

2. In response to the Office Action mailed June 1, 2004, applicant submitted an 
amendment filed on July 19, 2004, in which the applicant amended claims 1 and 18 to 
recite certain features that are not believed to be shown in the prior art used in the 
rejection and requests reconsideration. 

Response to Arguments 

3. Applicant argues that Walker does not recite dividing data representing a portion 
of the voice interaction spoken by the live agent into a plurality of panels, wherein the 
panels correspond to respective sections of the script. 

However, applicant's arguments with respect to claims 1 and 18 have been 
considered but are moot in view of the new ground(s) of rejection. 
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Claim Rejections - 35 USC § 103 

4. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

5. Claims 1-5, 7-9, 11-12, 15-18 and 21-25 are rejected under 35 U.S.C. 103(a) as 
being unpatentable over Walker et al. (U.S. Patent No. 6,567,787), hereinafter 
referenced as Walker in view of Thome (U.S. Patent No. 6,100,891). 

Regarding claim 1, Walker discloses a script compliance method for evaluating 
compliance of a live agent (cashier interaction with a customer; column 1, lines 27-28) 
with a script (text of the prompt or verbal message) from which the live agent reads 
when conducting a voice interaction (cashier or operator) with a live customer 
(customer; column 7, lines 9-26 with lines 46-60), the method comprising at least the 
following: 

conducting the voice interaction between the live agent (cashier or operator) and 
a live customer (customer) in accordance with a script (verbal message or text of the 
prompt; column 7, lines 9-26 with 46-60), and 

evaluating data representing a portion of the voice interaction spoken by the live 
agent (determine whether signal satisfies criterion; column 7, lines 46-60) with an 
automatic speech recognition component (POS) adapted to analyze the portion of the 
voice interaction (column 7, lines 61-65) and to determine a score (percentage of the 
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times spoken properly) representing a degree with which the live agent complied with 
the script during the portion of the voice interaction (column 6, lines 24-30 with column 
7, lines 46-55), but lacks specifically dividing data representing a portion of the voice 
interaction spoken by the live agent into a plurality of panels, wherein the panels 
correspond to respective sections of the script. 

Thorne discloses a call agent center interface and developmental tool dividing 
data representing a portion of the voice interaction spoken by the live agent into a 
plurality of panels (section), wherein the panels correspond to respective sections of the 
script (action panel are specific to the current section of the script; column 4, lines 30- 
63), to graphically express the script of called/calling party information. 

Therefore, it would have been obvious to one of ordinary skill in the art at the 
time the invention was made to modify Walker's method wherein it divides data 
representing a portion of the voice interaction spoken by the live agent into a plurality of 
panels, wherein the panels correspond to respective sections of the script, to follow the 
content that is pertinent to the topic, which provides dynamic and logical script 
branching (column 4, lines 48-67). 

Regarding claim 2, Walker discloses the method wherein the live agent is a 
telemarketing agent (column 5, lines 40-45). 

Regarding claim 3, Walker discloses the method wherein the script includes an 
offer of services (figure 6 and column 1 1 , lines 30-32). 

Regarding claim 4 f Walker discloses the method wherein said voice interaction 
is carried on a communications network (column 3, lines 40-56). 



Application/Control Number: 09/785,048 Page 5 

Art Unit: 2655 

Regarding claim 5, Walker discloses the method wherein said communications 
network is a publicly switched telephone network (telephone line; 3, line 52). 

Regarding claim 7, Walker discloses the method wherein said communications 
network includes a wireless component (audio/electrical signals; column 4, lines 23-29). 

Regarding claim 8, Walker discloses the method the voice interaction is a 
telephone call (column 5, lines 40-45). 

Regarding claim 9, Walker discloses the method wherein said telephone call is 
initiated by said live customer client (column 5, lines 40-45 with column 12, lines 63-65). 

Regarding claim 11, Walker discloses the method further comprising the step of: 

performing an action based (bonus earned) upon a determination obtained from 
said evaluating step (column 6, lines 24-39). 

Regarding claim 12, Walker discloses the method but wherein performing an 
action comprises transmitting a signal (audio signal transmitted) to said live agent 
corresponding to said determination (column 9, line 59 - column 10, line 5). 

Regarding claim 15, Walker discloses the method comprising: 

reviewing the determination of the score (bonus based on percentage; column 6, 
lines 24-28). 

Regarding claim 16, Walker discloses the method wherein the score 
(percentage; column 6, line 24-28) is assigned by the automatic speech recognition 
component (SCRAPI; column 8, lines 6-11). 

Regarding claim 17, Walker discloses the method further comprising assigning a 
respective score (percentage) to each panel (column 6, lines 24-28). 
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Regarding claim 18, Walker discloses a system for evaluating compliance of a 
live agent (operator/cashier) with a script (text of prompt or verbal message) from which 
the live agent reads when conducting a voice interaction with a live customer (read 
allowed to customer; column 7, lines 46-60) via a communication network adapted to 
support the voice interaction (column 3 ( lines 40-56) the system comprising at least the 
following: 

a script compliance module including at least an automatic speech recognition 
component (SCRAPI; column 8, lines 6-1 1) adapted to analyze data representing a 
portion of the voice interaction (verbal message) spoken by the live agent (cashier or 
operator), and to determine a score (percentage) representing a degree (spoken 
properly) with which the live agent complied with the script during that potion of the 
voice interaction (column 6, lines 24-28), and 

means for causing one or more actions (bonus earned) to be taken based upon 
the determination (column 6, lines 24-39) by the automatic speech recognition 
component (SCRAPI; column 8, lines 6-11), but lacks specifically dividing data 
representing a portion of the voice interaction spoken by the live agent into a plurality of 
panels, wherein the panels correspond to respective sections of the script. 

Thorne discloses a call agent center interface and developmental tool dividing 
data representing a portion of the voice interaction spoken by the live agent into a 
plurality of panels (section), wherein the panels correspond to respective sections of the 
script (action panel are specific to the current section of the script; column 4, lines 30- 
63), to graphically express the script of called/calling party information. 
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Therefore, it would have been obvious to one of ordinary skill in the art at the 
time the invention was made to modify Walker's method wherein it divides data 
representing a portion of the voice interaction spoken by the live agent into a plurality of 
panels, wherein the panels correspond to respective sections of the script, to follow the 
content that is pertinent to the topic , which provides dynamic and logical script 
branching (column 4, lines 48-67). 

Regarding claim 21 , Walker discloses the system comprising a call center 
including a plurality of agent workstations (POS terminals; figure 1, elements 14, 16 and 
18 and one or more computers; column 3, lines 53-56) 

Regarding claim 22, Walker discloses the system wherein said agent 
workstation includes a telephone (telephone) and a computer terminal (POS; column 5, 
lines 41-45). 

Regarding claim 23, Walker discloses the method wherein the agent is a 
telemarketing agent (column 5, lines 40-45). 

Regarding claim 24, Walker discloses the system wherein said agent is a 
customer service agent (column 1 , lines 34-36). 

Regarding claim 25, Walker discloses the system wherein said means for 
causing one or more actions (pause) comprises means for transmitting a signal to alive 
agent corresponding to said determination (column 2, lines 1-17). 
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6. Claims 6, 13 and 26 are rejected under 35 U.S.C. 103(a) as being unpatentable 
over Walker in view of Thome, as applied to claim 1 above, and in further view of 
Surace et al. (U.S. Patent No. 6,144,938), hereinafter referenced as Surace. 

Regarding claim 6, Walker in view of Thorne disclose a script compliance 
method, but lacks the method wherein said communications network is the internet. 

Surace discloses the method wherein said communication network is the internet 
(column 8, lines 51-58), to provide access to email, voicemail, fax etc. 

Therefore, it would have been obvious to one of ordinary skill in the art at the 
time the invention was made to modify Walker in combination with Thorne* s method 
such that said communications network is the internet, to transmit requests for services 
that can be served by remote computers, for a flexible network, as taught by Surace 
(column 8, lines 55-58) 

Regarding claim 13, Walker in view of Thorne disclose a script compliance 
method, but lacks wherein performing an action comprises transmitting a signal to a 
reviewing authority corresponding to said determination. 

Surace discloses the method wherein performing an action comprises 
transmitting a signal to a reviewing authority corresponding to said determination 
(column 6, lines 58-64), to tabulate speech recognition errors. 

Therefore, it would have been obvious to one of ordinary skill in the art at the 
time the invention was made to modify Walker in combination with Thorne' s method 
such that it performs an action comprising transmitting a signal to a reviewing authority 
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corresponding to said determination, to modify scripts to help coach a user to say 
phrases or commands that are within the recognition grammar, as taught by Surace 
(column 6, lines 58-63). 

Regarding claim 26, Walker in view of Thome disclose a script compliance 
method, but lacks wherein said one or more actions comprises means for transmitting a 
signal to a reviewing authority corresponding to said determination. 

Surace discloses the method wherein said one or more actions comprises means 
for transmitting a signal to a reviewing authority corresponding to said determination 
(column 6, lines 58-64), to tabulate speech recognition errors. 

Therefore, it would have been obvious to one of ordinary skill in the art at the 
time the invention was made to modify Walker in combination with Thome' s method 
such that it performs an action comprising transmitting a signal to a reviewing authority 
corresponding to said determination, to modify scripts to help coach a user to say 
phrases or commands that are within the recognition grammar, as taught by Surace 
(column 6, lines 58-63). 

7. Claim 10 is rejected under 35 U.S.C. 103(a) as being unpatentable over Walker 
in view of Thorne, as applied to claim 1 above, and in further view of Aviv (U.S. Patent 
No. 5,666,157). 
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Regarding claim 10, Walker in view of Thome disclose a script compliance 
method, but lacks disclosing the method wherein said evaluating step includes the steps 
of: 

converting data representing said voice interaction into a digital signal comprising 
a spectral representation of said voice interaction, comparing said digital signal to a 
reference standard comprising a known vocabulary, and matching said digital signal to 
words and phrases contained in said reference standard. 

Aviv discloses that steps that includes: 

disclosing the method wherein said evaluating step includes the steps of: 

converting (processing) data representing said voice interaction into a digital 
signal comprising a spectral representation of said voice interaction (column 10, line 64 
-column 11, line 22), 

comparing (figure 4, element 46) said digital signal to a reference standard 
comprising a known vocabulary (column 10, line 64 - column 11, line 22), and 

matching (figure 4, element 46) said digital signal to words and phrases 
contained in said reference standard (column 10, line 64 - column 11, line 22), in to 
have the best representation of the word. 

Therefore, it would have been obvious to one of ordinary skill in the art at the 
time the invention was made to modify Walker in combination with Thorne' s method 
such that it converts said voice interaction into a digital signal comprising a spectral 
representation of said voice interaction, compares said digital signal to a reference 
standard comprising a known vocabulary, and matches said digital signal to words and 
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phrases contained in said reference standard, to help recognize the different sounds, 
voices, accents etc. of each word for clarification. 



8. Claims 14 and 27 are rejected under 35 U.S.C. 103(a) as being unpatentable 
over Walker in view Thome, as applied to claim 1 above, and in further view of Rtischev 
et al. (U.S. Patent No. 5,634,086), hereinafter referenced as Rtischev. 

Regarding claims 14 and 27, Walker in view of Thome disclose a script 
compliance method, but lacks the method wherein performing an action comprises 
causing an entry to be made in a script compliance incentive system. 

Rtischev discloses the method wherein performing an action comprises causing 
an entry to be made in a script compliance incentive system (instruction and evaluation 
system; column 2, line 63 - column 3, line 10), for evaluation. 

Therefore, it would have been obvious to one of ordinary skill in the art at the 
time the invention was made to modify Walker in combination with Thorne' s method 
such that it causes an entry to be made in a script compliance incentive system, to 
evaluate the performance while tolerating foreign accents and any other language 
fluency, as taught by Rtischev (column 2, lines 63-66). 
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Conclusion 



9. The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. 

• Saxena et al. (U.S. Patent No. 6,377,928) discloses a voice recognition animated 
agent-based navigation. 

1 0. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Jakieda R Jackson whose telephone number is 
703.305.5593. The examiner can normally be reached on Monday through Friday from 
7:30 a.m. to 5:00p.m. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Doris To can be reached on 703. 305.4827. The fax phone number for the 
organization where this application or proceeding is assigned is 703-872-9306. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 

JRJ 

December 21 , 2004 s\ f) 




DANIEL ABEBE 
PRIMARY EXAMINER 



